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上翻译并根据本研究的需要予以调整，共 39 个语句。另外还有 11 个语句用
来调查人口统计特征和消费者行为特征，即被试的背景资料和医院服务补
救现状。经过前测后对问卷进行了进一步优化，正式问卷确定后分别对大






都按 12 个问卷类型分别讨论。 
第五章为结构方程模型与假设验证。首先用方差分析和验证性因子分析
对问卷中的情景和量表进一步验证。然后提出了两个竞争性研究模型 M1






































































Service marketing and researches about it are important components of the 
marketing field. This is not only due to the needs for a correct theoretical guidance of 
the vigorous development of the service sector, moreover, traditional enterprises are 
increasingly reliant on gaining competitive advantage through service. In today's 
business world, the services are everywhere. The rationality of service failures is 
explained by the essential difference between product consumption and service 
encounter. There are two main ways to avoid the loss of service failures: First, to 
reduce service failures and the second is an effective service recovery. Researchers 
have concerned this field and brought up an important branch of service marketing – 
service recovery. Foreign researchers have a lot more on this issue, and reached some 
important conclusions and guidance. But, as for the other marketing research fields, 
they still are not mature enough. The outstanding phenomenon is little work about this 
in the publishing, and nobody has yet to reach a complete theory. Most scholars chose 
one or several dimensions to do empirical studies and arrived some conclusions which 
also limited to certain areas. There is little domestic research fruit in this area. With 
the increasingly important position service is on in the commercial world, the troubles 
and the pressure by service failures is also growing. Managers urgently need for a 
scientific theory to be the guide, which made the economic decision-making and 
effective service recovery. Therefore, the current research on service recovery has 
both theoretical and practical significance. 
This study based on the current level of domestic theoretical research on service 
recovery. And, on the basis of systematic studying the latest achievements, the 
researcher chose the medical services industry, which the research is familiar with, to 
study the effect of service failures and recoveries on satisfaction and loyalty of 
patients. Previous researches had shown that some characteristics of service failures 
and the strategies of service recovery will affect the final results of the recovery. 















severity and the attribution of service failure and the distributive fair and the 
procedural/interactive fair of service recovery as four operating variables. The 
researcher designed 12 units of scenarios of service failures and recoveries about 
hospital services and measured the impact of the different dimensions on patient 
satisfaction, trust and loyalty. The specific research process is explained through six 
following chapters: 
Chapter I: Introduction. By analyzing the main characteristics of hospital services 
from other services, and describing the current doctor-patient relationship and the effect 
of network environment on hospital services, the researcher intends to introduce the 
subjects of this study and the research background. The overall framework of this study 
is also presented.  
Chapter II: Literature Review. As a state-of-the integration of research, the study of 
literature includes a complete and systematic analysis: the occurrence of service failures, 
the importance of service recovery, and the latest research achievements from various 
dimensions, etc. This work has laid a solid foundation for current study and future 
studies. Finally, the researcher brings up eight theoretical assumptions according to the 
theme of this study and literature review. 
Chapter III: The Design and Pre-test Analysis. First, a conceptual model of this 
study is presented, the major variables include the Severity and the Attribution of 
service failure, the Distributive fair and the Procedural/Interactive fair of service 
recovery, Patient Satisfaction, Patient Trust, Repatronage Intention and Words-Of 
-Mouth Intention. Then the researcher describes a detailed briefing on the design 
process of the scale of this study. According to four operating variables, the researcher 
designed 12 versions of questionnaires with Scenario-Based Experimental Design. A 
total of 39 items have been successfully used in the measurement based on the 
language translation and needed adjusting according to the study. Another 11 items 
were used to survey demographic characteristics and consumer behavior 
characteristics, timely the respondents’ background information and the current 
situation of hospital service recovery. After a pre-test questionnaire on further 















of university students and staff with 350 valid questionnaires. Finally, the scale 
reliability and validity was measured. 
Chapter IV: Descriptive Statistical Analysis. This chapter includes three parts: 
First, to describe the demographic characteristics and the consumer behavior 
characteristics. Status of medical services about recovery was found at a very low 
level. Second, the description of the operating variables found that the service scenes 
confirmed the preliminary design vision of the questionnaires. Third, all the 
consequence variables were done a comparative analysis between before and after the 
recovery and 12 types questionnaires were respectively discussed. 
 Chapter V: Structural Equation Modeling and Testing of Hypotheses. First, 
confirmatory factor analysis (CFA) and multivariable analysis of variance (MANOVA) 
were used to verify the scenes and inventory questionnaires. Then, the researcher 
proposed two competitive model M1 and M2, and fitness indicators. The relatively 
simple model was confirmed after a comprehensive analysis. Based on the revised 
index, the M2 model was further amended. Model parameter estimation results 
support the theory that we all assumed. 
Chapter VI: Discussion and Application of Research Findings. This chapter 
summarizes research findings and proposes some managerial advices for medical 
services such as fostering results-oriented concepts, effective controlling of the 
occurrence and development of service failures, and strengthening the systemic and 
humanism recovery strategies. Finally, the limitations of this study and future research 
prospects are discussed. 
The major contributions in this study include: 
I. This topic reflects the thinking of combining theory with practice. Service 
marketing still is in a relatively weak position in available marketing theory, 
researchers need to further consolidate and strengthen it. But, service failures are 
occurring every day in practice, service enterprises and the workers deal with the 
various problems as firefighters only by experience and intuition. Choosing prominent 
medical services to survey and research has practical significance. 















systematically collated achievements of previous studies. According to the 
natural occurring stage of the service failures and the service recoveries, a three-phase 
model was proposed, including the service encounter, service failure, customer 
complaints, service recovery, recovery effects assessment and so on. The current 
research selected four service failure and service recovery dimensions. In fact, the 
future study can also choose other aspects of the framework or expand the existing 
dimensions, and orderly expand the scope of the study. 
III. Creatively use of structural equation model to research service recovery. 
Because recovery study is still not mature enough, some factors which may affect the 
recovery effects have not been completely tapped. Most of scholars often choose a 
small area to study using conventional methods such as regression analysis or analysis 
of variance. And the impact of this study was to seize the core factors and success of 
fitting the structural equation model. This victory can be said to be an important 
breakthrough in the field of recovery research. 
IV. Provided an example and available research resources for domestic 
researchers. This study is a rigorous standard empirical study. The study method and 
the scale design were referred a large number of foreign literatures, and have been 
proved by this study to be scientific and feasible. In addition, the framework of this 
study can contribute ideas to other researchers. The systematic literature review are 


































































































Degree papers are in the “Xiamen University Electronic Theses and Dissertations Database”. Full
texts are available in the following ways: 
1. If your library is a CALIS member libraries, please log on http://etd.calis.edu.cn/ and submit
requests online, or consult the interlibrary loan department in your library. 
2. For users of non-CALIS member libraries, please mail to etd@xmu.edu.cn for delivery details.
厦
门
大
学
博
硕
士
论
文
摘
要
库
